Position Description
Position: Client Implementation Specialist Department: Business Development

Reports To: Director, Business Development Date: February 2017

The Client Implementation Specialist is responsible for maximizing organizational growth and revenue
by leading the coordination of all client implementations for CAQH solutions. The client implementation
process begins when deals are sold and ends when the client is live on the solution and fully satisfied, at
which time the client is officially transitioned to account management. Individual must be able to
independently manage the entire client implementation process, and use project management and
organizational skills to effectively move each client through the process; a successful implementation is
imperative for CAQH to begin generating revenue for the specific solution. Individual must coordinate all
of the functional areas at CAQH to ensure a seamless, positive and professional experience for clients.

This position requires an ability to assess the needs of clients during the implementation process and to
lead the internal solutioning process at CAQH. This position interacts with and is an integral part of a
team of professionals dedicated to the achievement of client satisfaction, revenue generation and long-
term growth in line with the CAQH vision and mission.

RESPONSIBILITIES

1. Responsible for implementing and training new solution clients.

2. Lead all client meetings and interactions throughout the entire client implementation process.

3. Serve as the primary point of customer contact for the assigned client implementation, escalating
clients’ needs/issues to appropriate CAQH staff.

4. Maintain thorough, detailed and accurate records of all client implementations.

5. Learns and shows proficiency in the functions of all CAQH solutions. Must be able to conduct
proficient presentations and demonstrations of CAQH solutions. Serve as a subject matter expert on
CAQH solutions for each new client implementation.

6. Assist in determining optimal implementation setup needs through the consultation step and be
responsible for client setup and training/support issues for assigned clients during the
implementation process.

7. Responds in an informed, timely and professional manner to clients and captures all necessary
information to track each client’s needs and implementation activities. Maintains accurate and
detailed records of all client calls and meetings to ensure that follow items/requests are tracked via
the current CAQH Customer Relations Management (CRM) software.

8. Operates autonomously to manage the implementation workload, including all necessary follow up
either with internal CAQH staff, or with the clients.

9. Provide regular updates on client implementation statuses and keep client management-related
documentation up-to-date

10. Determine scheduling needs for assigned clients and work with the CAQH Staff and vendors to
determine resource availability.

11. Transition practices to Account Management resources upon successful implementation.

12. Recognizes opportunities for enhancements to the implementation process through client and
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internal feedback and communicates this input to Director of Sales.
13. Stays abreast of industry trends and maintains market knowledge.
14. Performs other duties as assigned or as needed.

Supervisory Responsibility: None

KNOWLEDGE, SKILLS AND ABILITIES

e Excellent organizational, prioritization and time management skills.

e Exceptional interpersonal and telephone communication skills with the ability to effectively move
the client through the implementation process.

e Ability to listen actively, synthesize client or needs and then present CAQH product and solutions in
a flexible and responsive manner.

e Ability to handle multiple tasks seamlessly without a drop in quality. Strong attention to detail and
the ability to follow consistently to resolve concerns and ensure client satisfaction.

e Ability to experience negative results and yet retain and sustain focus, professionalism and
enthusiasm for work and CAQH products over an extended period of time.

e Ability to interact, cooperate and work closely with all levels of internal and external colleagues.

e Ability to work independently and sustain high level of motivation and enthusiasm.

e Possesses a strong work ethic and desire to contribute individually, to the team, and to the
organization.

e  Fully proficient with current CRM software as well as Microsoft Office, Word, Excel and PowerPoint.

EXPERIENCE
e Three or more years of experience working with clients in the healthcare and healthcare payer
industry.

e Two or more years of client relationship management experience with a proven track record of
client satisfaction and retention.

EDUCATION
. B.A./B.S. degree required.

WHO WE ARE

Named one of Modern Healthcare’'s Best Places to Work in 2016, CAQH, a non-profit alliance,
is the leader in creating shared initiatives to streamline the business of healthcare. Through
collaboration and innovation, CAQH accelerates the transformation of business processes,
delivering value to providers, patients and health plans.

e COB Smart™ quickly and accurately directs coordination of benefits processes.

e EnrollHub™ reduces costly paper checks with enroliment for electronic payments and
electronic remittance advice.

e CAQH ProView™ (formerly Universal Provider Database®) eases the burden of provider
data collection, maintenance and distribution.

e SanctionsTrack® delivers comprehensive, multi-state information on healthcare provider
licensure disciplinary actions.

o CAQH CORE® maximizes business efficiency and savings by developing and implementing
federally mandated operating rules.
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e CAQH Index™ benchmarks progress and helps optimize operations by tracking industry
adoption of electronic administrative transactions.

WHAT YOU GET

CAQH recognizes that its most important asset is its growing team of smart, creative,
collaborative, forward-thinking and passionate professionals — and that a comprehensive
employee benefits package is an important factor for them in choosing where to work. CAQH
offers competitive compensation along with an extensive benefits package for all full-time
employees, including medical, dental and vision coverage, tuition assistance and a 401k. Our
location in downtown Washington, DC is metro-accessible, has an onsite fitness center and is
centrally located to allow our team to take advantage of professional networking opportunities,
cultural offerings and a thriving social scene.
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